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S T U D E : " T S  S A T I S F A C T I O N  W I T I I  A C A D E M I C  L I B R A R Y  R E S O U R C E S  A N D  
S E R V I C E S :  T H E  C O V E N A N T  l~IVERSITY L I B R A R Y  E X P E R I E N C E .  
J e r o m e  ldit.·;.:lw~·an-Osc &  U g w u n w a  C .  E s s e  
A b s t r a c t  
T h i s  s t u d y  i n v e s t i g a t e d  s t u d e n t " s  satisl~tetion w i t h  a c a d e m i c  l i b r a r y  r e s o u r c e s  a n d  
s e n  i c e s .  t h e  o b j e c t i v e s  o f  t h e  s t u d y  ' ' a s  t o  l i n d  o u t  \ \  h e t h e r  t h e  s t u d e n t s  a r e  s a t i s f i e d  w i t h  
t h e  l i b r a r y  r e s o u r c e s  a n d  s e n  i~:cs o r  n o t .  5 0 0  c o p i e s  o f  a  d e s i g n e d  q u e s t i o n n a i r e  w a s  
a d m i n i s t e r e d  t o  t h e  s t u d e n t s  t h a t  u s e d  t h e  l i b r a r y  d u r i n g  t h e  p e r i o d  o f  t h e  s t u d y .  o u t  o f  
"  
\ \ h i c h  4 7 3  w a s  r e t u r n e d  a n d  u s e d  t \ 1 r  anal~ s i s .  t h i s  r e p r e s e n t e d  9 4 . 6 %  r e s p o n s e  r a t e .  T h e  
f i n d i n g  r e v e a l e d
1
\ h a t  t h e  s t u d e n t s  u s e s  t h e  l i b r a r y  \ C r y  o t i c n .  t h e y  a r e  s a t i s f i e d  w i t h  t h e  
l i b r a r y  r e s o u r c e s  a n d  s e n  i~:cs. I t  i s  r e c o m m e n d e d  t h a t  C m c n a n t  U n i v e r s i t y  L i b r a r y  
s h o u l d  k e e p  o n  
1
m a i n t a i n i n g  t h e  h i g h  k '  l ' l  o f  librar~ r c s o u r < . : c s  a n d  s e r v i c e s  a s  i t  l e a d s  t o  
s t u d e n t s  ( u s e r s )  s a t i s f a c t i o n .  t h e r e  i s  n e e d  t \ 1 r  t h e  librar~ t o  i m p r m c  o n  i t s  r e s o u r c e s  a n d  
s c r Y i c c s  t o  u s e r s  a s  a  w o r l d  c l a s s  l l ni\l·rsit~. I t  i s  t h c r e t ( x e  c o n c l u d e d  t h a t  m a n a g e m e n t  o f  
L i b r a r y  a n d  I n f o r m a t i o n  C e n t r e s  s l w u l d  pa~ m o r e  a t t e n t i o n  t o  q u a l i t y  a n d  l i b r a r y  
r e s o u r c e s  a n d  s e r v i c e s  f o r  t h e  b e n e f i t s  o f  l i h r a n  u s e r s  a n d  t h e  i m a g e  o f  t h e  l i b r a r y .  
I n t r o d u c t i o n  
S a t i s f a c t i o n  o f  l i b r a r y  u s e r s  i s  c r i t : c a l  a n d  i m p n r t a n t .  I  h m c \ c r .  i t " s  i m p o r t a n t  t o  n o t e  t h a t  
n o  l i b r a r y  c a n  s a t i s f y  a l l  i t s  u s e r s  a l l  t h e  t i m e .  S o m e  l i b r a r i e s  h a \ c  \Cr~ l i m i t e d  r c s o u r < . : c s  
a n d  c l e a r l y  a r c  u n a b l e  I l l  satist~ t h e i r  U S l ' r s .  \ \  h c r c a s  P t h c r s  a r c  l a r g e  i n  s i ; : c .  h a \  c  
s u b s t a n t i a l  a n d  q u a l i t y  h P i d i n g s .  ; l ! l d  c a n  p r o \  i d e  a  ' a r i c t : - p f  s e n  i c e s .  O b \  i o u s l y .  t h o s e  
I  i b r a r i e s  t h a t  a r c  a b l e  t o  p n  ) \  i d e  u s e r s  ' '  i t h  ' ' h a t e \  l ' r  t h e : - ' ' a n t  ' ' i I I  a~:h i c \  e  h  i g h c r  l c \  c i s  
o f  u s e r  s a t i s f a c t i o n .  T h u s .  t h e  a \  a i l ; : h i l i t : - p f  r c s 1 1 U r c c s  c t n  h a \  c  ; 1  s i g n i t i c l l l t  i n f l u e n c e  P l l  
u s e r  s a t i s f a c t i o n .  I t  i s  i m p P r t a n t  t • '  n P i l ' .  l l l ' \ \ l ' \ c r .  t h a t  t h l ·  q u a l i t : - p f t h c  r e s o u r c e s  n w \  h e  
j u d g e d  f r o m  a n  o \ c r a l l  p e r c e p t i o n  a - . ;  I l l  \ \ h c t h l T  t h e  l i h r ; 1 r : - c a n  p n n  i d e  a c < . : c s s  t P  
. k l ' l l l l l < . :  l d i . . : g h c ' ) : I I I P , c ' l l l c '  &  l  _t!llllllll~l (  I  " c '  ~ll · c· h < > l i l  I  1 hr ~1 rl~ll l' ~ 11 t i l e ·  (  L ' l l l r L '  l ( q ·  I  . . : a l " l l l l l _ t !  
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materials when and where nee led. It is this overall oerceotion of a librarv's resources that 
. . . .. 
contributes to user satisfaction. 
Another expectation among library users is that of competent services. In the context of 
academic libraries. as in other libraries, users want the staff to be knowledgeable and to 
be able to assist them in locating needed materials and information quickly and 
efficiently. When users perceive that the library staff are competent. they will fed 
assured that problems will be easily resolved. leading to greater satisfaction with the 
other services provided by the library. Jayasundara (2008) in his paper notes that user 
perceptions and expectation studies have become one of the most popular studies in the 
area of service quality in many academic libraries. 
Literature Review 
In spite of the increase of library resources, an important aspect of an academic library is 
the services provided by the library. and personal interaction between users and the 
library staff. It is important that Libraries see to it that these services show proper lewis 
of customer care and that the information given to the users is useful at all times. King 
(2005) and Hiller(200 I) have mentioned that the infon11ation needs and expectations are 
continuously changing in the rapidly changing information scenario. Libraries need to re-
orient their collections, services, and facilities to keep pace with these advancements. 
User feedback is considered as a more reliable factor in measuring the utility and 
effectiveness of any library. This is the reason that library user surveys have become 
'' idespread in academic libraries during the past twenty years. Surveys have often been 
used as a tool to assess service quality and user satisfaction. By making user surveys a 
regular part of the library' s functions, librarians can provide a comparative ·snapshot" of 
usage in various temporal contexts. 
Thus. Christopher Millson-Martula and Vanaja Menon ( 1995) assert that one clement of 
high-quality service is 'the incorporation of users' personal needs and expectations into 
the development of programs and service. According to them. the continued success of a 
servi~e organization such as an academic I ibrary depends on the organization· s abi I it~ to 
adjust its products and services to correspond to user needs. Similarly. Peter llcnllln and 
Phillip Calvert (I eJ97) suggest that only customers justify the ex istetKc of a I i brar:. \\ hi lc 
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S t u d e n t s  S a t i s f a c t i o n  w i t h  A c a d e m i c  L i b r a r y  R e s o u r c e s  a n d  S e r v i c e s :  t h e  C o v e n a n t  
U n i v e r s i t y  L i b r a r y  E x p e r i e n c e .  
D a n  u t a  A .  N i t e c k i  (  1 9 9 6 )  a l s o  c l a i J ! I s  t h a t  t h e  a s s e s s m e n t  o f  h o w  w e l l  a  l i b r a r y  ~ucceeds 
d e p e n d s  o n  t h e  u s e r  a s  a  j u d g e  o f  q u a l i t y .  A s  t h e s e  v i e w s  g a i n  g r e a t e r  a c c e p t a n c e  a m o n g  
a c a d e m i c  l i b r a r i a n s ,  l i b r a r i a n s  m u s t  o r i e n t  t h e m s e l v e s  a n d  t h e i r  p r o g r a m s  t o  b e c o m e  
b e t t e r  c u s t o m e r  a d v o c a t e s  a n d  a d d r e s s  t h e i r  p r o b l e m - s o l v i n g  n e e d s .  
L i b r a r i e s  a r e  s e r v i c e  o r i e n t e d  o r g a n i z a t i o n s  e s t a b l i s h e d  f o r  t h e  p r o v i s i o n  o f  r e l e v a n t  
i n f o r m a t i o n  r e s o u r c e s  a n d  q u a l i t y  s e r v i c e s  t o  m e e t  t h e i r  u s e r s  i n f o r m a t i o n  n e e d s .  S o w o l e  
( 1 9 9 5 )  n o t e d  t h a t  u s e r s  a r e  d e s c r i b e d  a s  t h e  r a i s o n  ( r e a s o n  f o r  e x i s t e n c e )  o f  t h e  l i b r a r y .  
M e e t i n g  t h e  i n f o r m a t i o n  n e e d s  o f  u s e r s  r e q u i r e s  t h e  p r o v i s i o n  o f  t h e  a c t u a l  i n f o r m a t i o n  
r e s o u r c e s  a n d  s e r v i c e s  t h a t  w i l l  s a t i s f y  t h e  n e e d s  o f  u s e r s .  S i m m o n d s  ( 2 0 0 1 )  s t a t e d  
s e v e r a l  f a c t o r s  t h a t  c a n  i n f l u e n c e  u s e r s  s a t i s f a c t i o n ;  t h e s e  f a c t o r s  i n c l u d e  r e s p o n s i v e n e s s ,  
c o m p e t e n c e  a n d  a s s u r a n c e s ,  t a n g i b l e s  a n d  r e s o u r c e s .  S o w o l e  ( 1 9 9 5 )  i m p l o r e d  l i b r a r i a n s  
t o  m a k e  m a x i m u m  e f f o r t s  t o  e n s u r e  t h a t  t h e i r  l i b r a r y  u s e r s  d e r i v e d  t h e  b e s t  p o s s i b l e  
b e n e f i t s  f r o m  t h e  s e r v i c e s  t h e y  r e n d e r .  M a t e r i a l s  a r e  t o  b e  p r o v i d e d  b y  l i b r a r i e s  t o  s u p p o r t  
t h e  l e a r n i n g ,  t e a c h i n g  a n d  r e s e a r c h  p r o c e s s e s  a n d  t o  p r o v i d e  a s s i s t a n c e  t o  u s e r s .  
S i m m o n d s  a n d  A n d a l e e b  ( 2 0 0  1 )  a r g u e d  t h a t  p r o v i d i n g  q u a l i t y  s e r v i c e s  i n  a c a d e m i c  
l i b r a r i e s  i s  n o w  a  m a j o r  i s s u e  a m o n g  a c a d e m i c  l i b r a r i a n s ;  t h e y  s e e  t h e  l i b r a r y  m o r e  i n  
t e r m s  o f  t h e  p r o v i s i o n  o f  a n d  a c c e s s  t o  s e r v i c e  q u a l i t y  t h a n  a s  j u s t  a  p h y s i c a l  p l a c e .  
T e c h n o l o g y  a n d  a u t o m a t i o n  h a v e  a l s o  c h a n g e d  t h e  w a y  p e o p l e  p e r c e i v e  l i b r a r i e s .  
T h e y  e m p h a s i z e  t h e  p r o v i s i o n  o f  g o o d  l i b r a r y  s e r v i c e  a s  m o r e  i m p o r t a n t  t o  t h e  u s e r s  t h a n  
t h e  m e r e  p h y s i c a l  l i b r a r y  b u i l d i n g .  T h i s  p e r s p e c t i v e  a s  s t a t e d  i n  S i m m o n d ' s  a n d  
A n d a l e e b ' s  ( 2 0 0 1 )  a r t i c l e  t i t l e d :  ' U s a g e  o f  A c a d e m i c  L i b r a r i e s :  T h e  r o l e  o f  s e r v i c e  
q u a l i t y ,  r e s o u r c e s ,  a n d  u s e r  c h a r a c t e r i s t i c s '  i s  e v i d e n c e  i n  s e v e r a l  r e c e n t  s t u d i e s  o n  u s e r s  
s a t i s f a c t i o n  w i t h  l i b r a r y  s e r v i c e s  w i t h  a c a d e m i c  l i b r a r i e s  s e r v i c e s .  T h e  a u t h o r s  s t r e s s e d  
t h a t  a c c e s s  t o  i n f o r m a t i o n  p r o v i d e d  b y  l i b r a r i e s  i s  s e e n  a s  m o r e  i m p o r t a n t  t h a n  t h e  
m a t e r i a l s  p h y s i c a l l y  a v a i l a b l e  i n  a  l i b r a r y .  Q u a l i t y  s e r v i c e  i s  a  c o m p e t i t i v e  n e c e s s i t y  f o r  
b u s i n e s s e s  a n d  s e r v i c e  o r g a n i z a t i o n s .  A s s e s s i n g  s e r v i c e  q u a l i t y  i s  t h e r e f o r e  t h e  f i r s t  s t e p  
i n  r e t a i n i n g  c o s t u m e r s  i n  t o d a y ' s  c o m p e t i t i v e  e n v i r o n m e n t .  
S i m m o n d s  a n d  A n d a l e e b  ( 2 0 0 1 )  p o s i t e d  t h a t  b y  p r o v i d i n g  q u a l i t y  s e r v i c e s  a n d  
s a t i s f a c t i o n  t o  u s e r s ,  a c a d e m i c  a n d  r e s e a r c h  l i b r a r i e s  c a n  d i s t i n g u i s h  t h e i r  s e r v i c e s  
t h r o u g h  f r i e n d l y ,  h e l p f u l  a n d  k n o w l e d g e a b l e  a d v i c e  a n d  t h e  b e s t  t e c h n o l o g i c a l  r e s o u r c e s  
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Jerome ldiegbeyan-Ose & Ugwunwa C. Esse 
available. Becaus~ academic. libraries users have varying needs and expectatiorys, it is the. 
responsibility of the library staff to know these needs and expectations and strive to meet 
them. 
Igben ( 1993) noted that for a library to be most functional, the services it renders should 
correspond closely with the needs of its users. Ensuring that relevant information 
resources are provided and made accessible to users goes a long way to encourage users 
to visit the library more often. Simmonds and Andaleeb (200 1) stated that the 
effectiveness of libraries has often been measured by the volume of library materials 
available to clients, the amount of use of services and resources, and the apparent or 
quantified satisfaction of clients. Song (2009) writes on designing library services based 
on user needs. He notes that user needs change continuously and recognizes also the need 
to reach out to users with new services. 
Sureshchandar et al. (2002) found that service quality and customer satisfaction were 
highly related. User's expectations have increased as a result of rapid development of 
advanced information technology, increasing generation of new knowledge and 
information availability from both printed as well as online media. User satisfaction and 
optimization of resources have become important areas for libraries to maintain 
awareness of. Many libraries especially the university libraries are focusing on evaluation 
of the users' needs and their satisfaction with their services. User surveys can provide 
useful perceptions of service quality in libraries. 
For example Texas University libraries conducted focus group studies in 2001 with 
graduate and undergraduate studies in order to gather specific information related to their 
satisfaction with and confidence in the assistance provided at library service points. The 
sessions revealed that users were generally pleased with the assistance provided them by 
professional staff at reference desks and that they found librarians to be usually patient 
and helpful although there were some elements of dissatisfaction identified by the 
respondents. The findings of such studies are being used to improve library directional 
tools and to improve staff training for public service staff(Crowley and Gilreath, 2002). 
User feedback is considered as a more reliable factor in measuring the utility ~nd 
ffectiveness of any library. This is the reason that library user surveys have become 
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S t u d e n t s  S a t i s f a c t i o n  w i t h  A c a d e m i c  L i b r a r y  R e s o u r c e s  a n d  S e r v i c e s :  t h e  C o v e n a n t  
U n i v e r s i t y  L i b r a r y  E x p e r i e n c e .  
T h e r e  i s  a  b a s i c  r e a s o n  f o r  f o c u s i n g  o n  p a t r o n  sati~faction: W h o  i s  t h e  b e s t  j u d g e  o f  
w h e t h e r  a  p a t r o n  h a s  b e e n  s e r v e d  w e l l  o r  p o o r l y ?  P r o f e s s i o n a l  l i b r a r i a n s  m a y  k n o w  
w h e t h e r  t h e y  h a v e  p r o v i d e d  a c c u r a t e ,  t i m e l y  i n f o r m a t i o n  i n  r e s p o n s e  t o  a  r e q u e s t .  T h a t  
m a y  n o t  b e  e n o u g h  C l e a r l y ,  a c c u r a t e  a n d  t i m e l y  i n f o r m a t i o n  i s  a  m i n i m u m  r e q u i r e m e n t ,  
b u t  u n l e s s  t h e  p a t r o n  i s  s a t i s f i e d ,  i n  g e n e r a l ;  t h e  s e r v i c e  c o u l d  ~ave b e e n  b e t t e r .  H e n c e  
u s e r  e x p e c t a t i o n s  a n d  s a t i s f a c t i o n  h a s  b e e n  u s e d  t o  d e t e r m i n e  t h e  s e r v i c e  q u a l i t y  w h i c h  i s  
b e e n  s e e n  a s  c r i t i c a l  f o r  s e r v i c e  o r g a n i z a t i o n s  t o  p o s i t i o n  t h e m s e l v e s  s t r o n g l y  i n  a  
c o m p e t i t i v e  e n v i r o n m e n t .  
O b j e c t i v e s  o f  t h e  s t u d y  a r e  t o :  
•  d e t e r m i n e  i f  t h e  s t u d e n t s  u s e s  t h e  l i b r a r y .  
•  ·  d e t e r m i n e  i f  t h e  u s e r s  a r e  s a t i s f i e d  o r  n o t  w i t h  t h e  l i b r a r y  r e s o u r c e s .  
•  D e t e r m i n e  i f  t h e  u s e r s  a r  s a t i s f i e d  w i t h  t h e  l i b r a r y  s e r v i c e s .  
•  I d e n t i f y  a r e a s  t h a t  n e e d  t o  b e  i m p r o v e d  u p o n  b y  t h e  l i b r a r y .  
M e t h o d s  
S u r v e y  r e s e a r c h  d e s i g n  w a s  u s e d  f o r  t h e  s t u d y . P o p u l a t i o n  o f  t h e  s t u d y  c o m p r i s e d  t h e  e n t i r e  
r e g i s t e r e d  l i b r a r y  u s e r s . Q u e s t i o n n a i r e  w e r e  d e s i g n e d  a n d  5 0 0  c o p i e s  w e r e  a d m i n i s t e r e d  t o  a l l  
t h e  s t u d e n t s  t h a t  u s e s  t h e  l i b r a r y  d u r i n g  t h e  p e r i o d  o f  t h i s  r e s e a r c h  w o r k ,  a n d  t h i s  c o m p r i s e s  o f  
b o t h  t h e  u n d e r g r a d u a t e  a n d  p o s t  p o s t g r a d u a t e  s t u d e n t s ,  o u t  o f  w h i c h  4 7 3  w e r e  r e t u r n e d  a n d  
u s e d  f o r  t h i s  s t u d y  t h i s  r e p r e s e n t s  9 4 . 6 %  r e s p o n s e  r a t e  . .  
F i n d i n g s  a n d  D i s c u s s i o n  
T a b l e t :  S e x  o f  R e s p o n d e n t s  
S e x  o f  R e s p o n d e n t s  F r e q u e n c y  P e r c e n t a g e  
M a l e  
2 1 2  
4 4 . 8 %  
F e m a l e  2 6 1  5 5 . 2 %  
T o t a l  
4 7 3  1 0 0 %  
T a b l e  1  a b o v e  s h o w s  t h e  s e x  o f  r e s p o n d e n t s .  2 1 2  ( 4 4 . 8 % )  a r e  m a l e  w h i l e  t h e  r e m a i n i n g  2 6 1  
( 5 5 . 2 % )  r e s p o n d e n t s  a r e  f e m a l e .  
T a b l e  2 :  L e v e l  o f  R e s p o n d e n t s  
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Level of Respondents Frequency Percentage 
Post Graduate Students 62 13.1% 
500 Level 88 18.6% 
400 Level 116 24.5% 
300 Level 81 17.1% 
200 Level 94 19.9% 
100 Level 32 6.8% ' 
Total 473 100% 
Table 2 revealed the level of respondents. 62 (13.1%) of the respondents are postgraduate 
students, 88 (18.6%) are in 500 level, 116 (24.5%) respondents are in 400 level, 81 (17.1%) are in 
300 level also 94 (19.9 %) are in 200 level while 34 (6.8%) of the respondents are in 100 level. 
Table 3: Frequency of library use by students 
How often do you use the Frequency 
Library 
Very Often 322 
Sometimes 151 
Never 
Total 473 
Percentage 
68.1% 
31.9% 
100% 
Table 3 shows the frequency of library use by the respondents. 322 (68.1 %) of the respondents 
use the library very often, while 151 (31.9%) use the library sometimes. 
Table 4: Questions on student's satisfaction with Library Resources 
Library Resources Strongly Agree Un - Disagree Strongly Total 
Agree Decided Disagree 
I am satisfied with the 162 294 17 - - 473 
volumes of text books in my (34.2%) (62.2%) (3 .6%) (100%) 
field of study? 
~ 
I am satisfied with the 179 253 32 9 473 
volumes of reference books (37.8%) (53.5%) (6.8%) (1.9%) (100%) 
71 
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L i h r w : 1 ·  E x p e r i e n c e .  
i n  m y  f i e l d  o f  s t u d y ?  
I  a m  s a t i s f i e d  w i t h  t h e  
1 7 3  2 5 1  
4 3  { 9 . 1 % )  6  { 1 . 2 % )  
-
4 7 3  
n u m b e r  o f  j o u r n a l s  i n  m y  ( 3 6 . 6 % )  
{ 5 3 . 1 % )  
{ 1 0 0 % )  
f i e l d  
I  a m  s a t i s f i e d  w i t h  
t h e  
2 1 8  2 5 5  
- - -
4 7 3  
n u m b e r  o f  d a t a b a s e s  
{ 4 6 . 1 % )  { 5 3 . 9 % )  
{ 1 0 0 % )  
a v a i l a b l e  i n  m y  f i e l d  
I  a m  s a t i s f i e d  w i t h  t h e  4 1 6  5 3  
4  - -
4 7 3  
c u r r e n c y  o f  t h e  m a t e r i a l s  ( 8 8 . 0 % )  
( 1 1 . 2 % )  { 0 . 8 % )  
{ 1 0 0 % )  
I  a m  
s a t i s f i e d  
w i t h  
t h e  
2 9 1  
1 6 7  1 5  - -
4 7 3  
W e b P A C  f o r  s e a r c h i n g  o f  
{ 6 1 . 5 % )  { 3 5 . 3 % )  { 3 . 2 % )  
{ 1 0 0 % )  
m a t e r i a l s  
I  a m  
s a t i s f i e d  w i t h  t h e  
1 6 1  
2 3 7  6 3  1 2  -
4 7 3  
n u m b e r  o f  c o m p u t e r s  
{ 3 4 . 1 % )  { 5 0 . 1 % )  { 1 3 . 3 % )  ( 2 . 5 % )  { 1 0 0 % )  
a v a i l a b l e  i n  t h e  E - l i b r a r y  
I  a m  s a t i s f i e d  w i t h  t h e  l i b r a r y  
2 7 9  1 5 3  3 3  8  
- 4 7 3  
T e m p e r a t u r e  a n d  l i g h t i n g  
( 5 9 . 0 % )  { 3 2 . 3 % )  ( 7 . 0 % )  
{ 1 . 7 % )  
{ 1 0 0 % )  
I  a m  s a t i s f i e d  w i t h  t h e  3 1 7  1 1 5  
4 1  
- -
4 7 3  
s e a t i n g  c a p a c i t y  o f  t h e  l i b r a r y  
( 6 7 . 0 % )  ( 2 4 . 3 % )  
{ 8 . 7 % )  
{ 1 0 0 % ) ;  
T a b l e  4  a b o v e  r e v e a l e d  i n f o r m a t i o n  o n  u s e r ' s  s a t i s f a c t i o n  w i t h  t h e  l i b r a r y  r e s o u r c e s .  T h e  
d i f f e r e n t  l i b r a r y  r e s o u r c e s  w e r e  h e i g h t e d  a n d  t h e  r e s p o n s e s  s h o w  i n  t h e  a b o v e  t a b l e .  
T a b l e  5 :  Q u e s t i o n s  o n  s t u d e n t ' s  s a t i s f a c t i o n  w i t h  L i b r a r y  S e r v i c e s  
l i b r a r y  S e r v i c e s  S t r o n g l y  A g r e e  U n - D i s a g r e e  
S t r o n g l y  
T o t a l  
A g r e e  D e c i d e d  
D i s a g r e e  
I  a m  
s a t i s f i e d  w i t h  u s e r s  
1 1 5  
3 2 3  3 5  -
-
4 7 3  
e d u c a t i o n  p r o g r a m m e  i  
( 2 4 . 3 % )  { 6 8 . 3 % )  ( 7 . 4 % )  { 1 0 0 % )  
r e c e i v e d  
I  a m  s a t i s f i e d  w i t h  s e r v i c e s  1 2 8  
2 9 4  
3 3  1 8  -
4 7 3  
. . . .  
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(100%) 
473 
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473 
(100%) 
473 
(100%) 
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(100%) 
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Total 
~ 
473 
(100%) 
473 
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from the Library staff (27.1%) (62.2%) (6.9%) (3 .8%) (100%) . 
I am satisfied with the library 257 178 - 25 13 473 
policy on loan period (54.3%) (37.6%) (5.3%) (2.8%) (100%) 
I am satisfied with the 123 337 11 2 (0.4%) - 473 
number of books i can (26.0%) (71.3%) (2.3%) (100%) 
borrow at a t ime 
I am satisfied with the 295 173 5 (1.0%) - - 473 
opening hours of the library (62 .4%) (36.6%) (100%) 
I am satisfied with the - 89 223 98 63 473 
photocopying and printing (18.8%) (47.2%) (20.7%) (13.3%) (100%) 
services in the library 
I am satisfied with the 93 116 78 122 64 473 
bindery services in the library (19.7%) (24.5%) (16.5%) (25 .8%) (13.5%) (100%) 
I am satisfied with the 237 188 43 5 - 473 
reference services i received (50.1%) (39.7%) (9.1%) (1.1%) (100%) 
Table 5 above sort for information on the students' satisfaction with the library services. The 
different services that the library rendered to the students were pointed out and responses 
were also received as to whether they are satisfied with the services or not. 
Summary of findings. 
The study revealed that : 
1. The library in Covenant University is well utilized by students. 
2. Both the undergraduate at different level and postgraduate students uses the library. 
3. There is high level of satisfaction with the library resources by the students .physical 
observation by the researchers revealed that the library has over 101,000 volumes of 
73 
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b o o k s  , a n d  t h e  b o o k  a r e  v e r y  r e c e n t  a t  p r e s e n t  t h e r e  a r e  2 0 1 2  e d i t i o n  o f  b o o k s  a n d  
'  .  
j o u r n a l s  o n  t h e  s h e l v e s .  
4 .  T h e  s t u d e n t s  a r e  a l s o  s a t i s f i e d  w i t h  t h e  s e r v i c e s  o f  t h e  l i b r a r y  t o  a  v e r y  l a r g e  e x t e n t .  
5 .  P h o t o c o p y i n g ,  s c a n n i n g  a n d  b i n d i n g  s e r v i c e s  n e e d  t o  b e  i m p r o v e d  u p o n .  
6 .  T h e  s t u d y  r e v e a l e d  t h a t  t h e r e  i s  r e l a t i o n s h i p  b e t w e e n  q u a l i t y ,  q u a n t i t y  r e s o u r c e s /  
s e r v i c e s  a n d  s t u d e n t s  s a t i s f a c t i o n .  
C o n c l u s i o n  
T h e r e  i s  n e e d  f o r  C o v e n a n t  U n i v e r s i t y  l i b r a r y  t o  k e e p  o n  m a i n t a i n i n g  t h e  h i g h  l e v e l  o f  
r e s o u r c e s  a n d  s e r v i c e s  a s  a  w o r l d  c l a s s  u n i v e r s i t y  a s  q u a l i t y  r e s o u r c e s  a n d  s e r v i c e s  w i l l  l e a d  
t o  h i g h  l e v e l  o f  u s e r ' s  s a t i s f a c t i o n .  P h o t o c o p y i n g ,  s c a n n i n g  a n d  b i n d i n g  s e r v i c e s  n e e d  t o  b e  
i m p r o v e d  u p o n .  T h e  l i b r a r y  s h o u l d  b u i l d  o n  h e r  s t r e n g t h  a n d  a t  t h e  s a m e  t i m e  i m p r o v e  o n  
t h e  c h a l l e n g e s .  C o n c l u s i v e l y ,  u s e r ' s  s a t i s f a c t i o n  i s  t h e  h a l l  m a r k  o f  a n y  l i b r a r y  a n d  
i n f o r m a t i o n  c e n t r e .  T h e r e f o r e ,  m a n a g e m e n t  o f  l i b r a r y  a n d  i n f o r m a t i o n  c e n t r e s  s h o u l d  p a y  
m o r e  a t t e n t i o n  t o  q u a l i t y  a n d  q u a n t i t y  l i b r a r y  r e s o u r c e s  a n d  s e r v i c e s  a s  i t  l e a d s  t o  u s e r ' s  
s a t i s f a c t i o n .  
R e f e r e n c e s  
A d e o t i .  S . A  (  1 9 9 8  ) .  E v a l u a t i n g  s c h o o l  l i b r a r y  s e r v i c e s  i n  s e l e c t e d  s e c o n d a r y  s c h o o l s  i n  
I  I o r i n  m e t r o p o l i s .  S e d a a k  I n d u s t r i a l  P r i n t e r s .  I  b a d  a n .  
l k r l i n g .  0  . .  &  C u d d .  K .  (  1 9 ' : 1 7 ) .  A  l i b r a r y  l o o k s  a t  i t s e l f .  C o l l e g e  a m /  R e s e a r c h  L i h r a r i e s  
: !  f >  r 8  J :  . / I  { } - . J : !  2 .  
C n l \ \  k~. ( i . l l .  &  G i l r e a t h  C . L  ( 2 0 0 2 ) .  P r o b i n g  u s e r  p e r c e p t i o n s  o f  s e n  i c c  q u a l i t y :  l l s i n g  
f o c u s  g r o u p s  t o  e n h a n c e  q u a n t i t a t i v e  s u r v e y s .  P e r j i m l u m c e  . \ / e m u r e l / 1 ( ' 1 / l  
a i i C I  . \ l e l r i c s . .  3 r 2 J :  7 8 - 8 . / .  
D a n u t a  A .  N (  1 9 9 6 )  . . .  C h a n g i n g  t h e  C o n c e p t  a n d  M e a s u r e  o f  S e r v i c e  Q u a l i t y  i n  
; \ e a d e m  i c  L i b r a r i e s : ·  . l o u m a l  o f . - k a d e m i c  l . i h r o r i a n s h i p  2 2 .  n o .  3  (  Ma~ 1 9 9 6  ) :  
I S  1 - 9 0 .  
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